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FOREWORD
1. PURPGCSE

To publish NAVMC 2918, "Key Vol unteer Network - Key
Vol unteer’s Cuide."

2. | NFORVATI ON

a. This Quide is a parallel product coincident to Marine
Corps Order 1754.2A, "Marine Corps Key Vol unteer Network."

b. NAVMC 2918 is one of four guides that provide detailed
gui delines for the Key Vol unteer Network. NAVMC 2918 anplifies
and reinforces, but does not amend, MCO 1754.2A; if a conflict
ari ses, the MCO shall take precedence.

c. Initial distribution of this Guide will be made per the
current edition of MCO P5600. 31

3. RESERVE APPLI CABI LI TY

This Guide is applicable to the Marine Corps Reserve
4. RECOMVENDATI ONS

a. Recommendations for inproving this Guide are invited and
shoul d be submitted in witing to the Cormandant of the Marine
Cor ps (MHF).

b. Unit commanders are encouraged to maintain sufficient
gquantities of this Guide on hand to provide each Key Vol unteer an
i ndi vi dual copy.

5. CERTI FI CATI ON

Revi ewed and approved this date.

N.B. > iy

R. B. JOHNSTON
Deputy Chief of staff for
Manpower and Reserve Affairs

DI STRI BUTI ON: PCN 10001360700

Copy to: 7000110 (55)
7000093/ 8145005 (2)
7000099, 144/8145001 (1)
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LETTER FROM THE COMVANDANT OF THE MARI NE CORPS
AND MRS. CARL E. MUNDY, JR

The book you hold in your hand is a real treasure--and a
first for the Marine Corps. |It's the result of |ong hours of
work by a |arge nunmber of volunteers who had only the good of
Marines and their famlies in mnd. They asked for nothing in
return except knowi ng that the Corps would be better served when
they finished their |abors than when they began.

The Key Wves Wirking Group in July 1992 was a gat hering of
people fromall communities of the Marine Corps. They debated,
di scussed and deci ded how best to bring together the finest
el ements of many outstanding prograns into one standard Key
Vol unteer Network for the whole Corps. They did this, but also
| eft roomfor unique circunstances in different localities, for
Mari nes on independent duty and in our Total Force Reserve
Structure. Wat energed fromthis conference was a dianond in
t he rough.

Since then, guides for the Commandi ng Officer, the Key
Vol unt eer Coordi nator, the Key Volunteers and a Traini ng Guide
have been witten and edited several tines. Wrking copies were
sent to nenbers of the Steering Committee and the Working G oup
for their comments. You now have the cut and polished di anond- -
your tool for the future.

The deepest gratitude and heartfelt thanks of all of us in
the Corps go to the participants in the Wrking G oup, and
especially to the menbers of the Steering Committee: Bettie
Cooper, Zandi Krul ak, Janel Howell, and Jeanne Overstreet. Bravo
Zulu also to the guide editors: Brenda MAl eer, Trink Howe and
Joan Lorenz, and to the earliest pioneers of this program
Shirley Smith and Phyllis Price. Gatitude is due for the
support of Colonel A A Quebodeaux, forner Director of the Human
Resources Division of Manpower and Reserve Affairs Departnment,

Dr. David L. Snmith, Deputy Director of the Human Resources

Di vi si on, Judy Hanpton, Head, Fanily Progranms Branch and Captain
Mark L. Ward, Adm nistrative Oficer, Fanm |y Prograns Branch.
Wthout the specific and selfless contribution of each nenber of
the Worki ng Group, this nonumental undertaking would never have
been conpleted. Each of them deserve to be extrenely proud. The
Marine Corps will benefit for years to cone from what they
acconpl i shed and have contri but ed.

&A e Sendad, 777u/;wﬂ.3,_
Carl E. Mundy, Jr. Linda S. Mundy
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PREFACE

This guide is one of several resource docunents devel oped by
the Key Wves Wrking G oup, which net in July 1992 under the
auspi ces of Headquarters, U.S. Marine Corps, Human Resources
Division. A list of the menbership of the Working G oup which
represented a cross section of the Marine Corps, is provided on
the foll owi ng pages.

The major task of the Wirking Group was to design and outline
t he docunents required to support the Key Vol unteer Network
t hroughout the Marine Corps. The task was acconplished with
great enthusiasmand creativity.

The acconplishnents of the Woirking Group will have a far
reaching inpact. Mrines and Marine fanilies everywhere, now and
inthe future, will benefit fromthe outstandi ng contributions
made by these pioneers in the Key Vol unt eer Network.
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KEY VOLUNTEER NETWORK
PROGRAM GUI DES

This is the KeyVolunteer'sGuide, the primary reference
docunent for Key Volunteers. Section | of this Guide provides a
brief overview of the history of the program Section II
describes the major roles and responsibilities of personne
associ ated with the Key Vol unteer NetworKk.

A set of guidelines and forns to help the Key Volunteer is
contained in Section Ill. Section IV outlines routine
activities, issues, and/or challenges that Key Volunteers wl|l
encount er

Operational events such as depl oynents, separation, and
nobi | i zati on are covered in Section V.

As a representative of the unit, the Key Vol unteer should
have a basic understanding of such nmatters as confidentiality and
fund raising. These issues are addressed in Section VI.

Section VIl provides advice on nmanagi ng the stress that may
be encountered by Key Vol unteers, and provides suggestions for
preventing "burnout."

Key Vol unteers associated with reserve units should be aware
of the unique issues and structure of the reserve force which are
covered in Section VIII

In addition to this Guide other naterials devel oped in
support of the Key Volunteer Network include the foll ow ng:

Commanding Officer’s Guide
Key Volunteer Coordinator’s Guide

Key Volunteer Network Training Guide

Thr oughout the guides, the Key Vol unteer Network is described
as assisting Marines and their famlies with fam |y readi ness
issues. Included in Marine units are other nmilitary personnel
such as Navy chapl ai ns, corpsnmen, foreign exchange personnel
etc. \Wen attached to a Marine unit these service nenbers and
their famlies are part of the Marine famly and a vital part of
t he Network



SECTI ON |
| NTRODUCTI ON

The Fanily Readi ness Support Program established by Marine
Corps Order (MCO 1754.1, directs the coordi nati on of agencies,
programnms, services and individuals united to assist each Marine
and Marine famly as part of the Marine Corps’ force in
readi ness. |In conjunction with the Fanmily Readi ness Support
Program the Key Wves Network was established by MCO 1754.2 in
1991, and subsequently renamed the Key Vol unteer Network. MCO
1754. 2A gi ves basic gui dance for the funding, training and
adm ni stration of Key Volunteer Network activities.

Toget her, these Orders provide policy and procedures for the
est abl i shnent of conprehensive famly support systens for al
Mari nes, active duty and reserve, serving in deploying or non-
depl oying units. The intent of these support systems is to
prevent famly stress by providing a healthy conmunity
environnent that will allow Marines to focus on their mssion and
be confident that their fanilies are supported in tines of need.

In White Letter No. 16-92, the Commandant of the Marine Corps
expressed his strong support of the original Key Wves Program
Now known as Key Vol unteers, these Marine Corps spouses are
organi zed into a Key Volunteer Network with the m ssion of
supporting famlies by helping themto solve problens that my
affect unit readi ness. The Network provides a personal |ink
between fam |y nenbers, the unit command, and community support
or gani zati ons.

The Key Vol unteer Network, while standardized in fornmat
t hroughout the Marine Cérps, is still flexible enough to all ow
each unit to adapt the programto neet unique unit needs and
denonstrate the fact that fanilies are an integral part of the
Mari ne Cor ps.



SECTI ON | |

THE KEY VOLUNTEER NETWORK STRUCTURE

A OVERVI EW

The structure of the Marine Corps Key Volunteer Network is
outlined in MCO 1754.2A. Each unit maintains a copy of this
O der

The Order directs that each unit throughout the Marine Corps,
from battalion/squadron | evel and above appoint a Key Vol unt eer
Coordi nator and Key Volunteers to assist in inplenenting a Fanmly
Readi ness Program The Key Vol unteer Coordi nator and Key
Vol unteers work with the unit’s Commandi ng Officer (CO and
Fam |y Readiness Oficer (FRO to provide information, support
and referral assistance as needed to Marines and Marine Corps
fam |y menbers.

Key Vol unteer Coordinators and Key Vol unteers are assigned at
the applicable unit Ievel of the reserve conponent.

To support the Key Vol unteer Network, Headquarters, U. S
Mari ne Corps has devel oped a required training package,
di stributed program guides and training materials, and supplied
start-up equi pnent. HQMC nonitors vol unteer prograns through the
Human Resources Division of the Manpower and Reserve Affairs
Depart ment .

At HQMC, a Key Vol unteer Network Coordinator, who is
appoi nted by the Commandant of the Marine Corps, represents the
Network in policy considerations and coordinates information
flow As an experienced Key Vol unteer Coordinator, this
Vol unt eer Coordi nator serves as a liaison between the Key
Vol unteer in the field and HQVC

B. ROLES AND RESPONSI BI LI TI ES

CGui dance regarding roles and responsibilities for the Key
Vol unt eer Network Programis provided in MCO 1754. 2A.

1. The CO

The Key Volunteer Network is the COs program The COis
responsi ble for establishing a Key Vol unteer Network that neets
t he uni que needs of the unit. Anong the COs duties are to:

* Select and appoint a Key Vol unteer Coordinator from
those qualified and interested spouses of nmenbers of
the conmand who apply or are recomrended for the
position based on their experience and willingness to
partici pate.



* Appoi nt the Key Vol unteers.

* |ssue an official letter, appointing the Key Vol unt eer
Coor di nator and Key Vol unteers, which contains
specific duties and linmtations (such as Privacy Act
and confidentiality requirenents) and providing
appropriate references such as the Marine Corps Orders
1754. 1 and 1754. 2A. The appoi ntnent documents incl ude
a Statenment of Understandi ng which defines the |egal
basis for the volunteer service to the Mari ne Corps.

* Provide unit specific direction to prepare Key
Vol unt eer Coordi nators and Key Volunteers for their
assi gnnents.

* Provide information regardi ng and encouragi ng
attendance at training provided for Key Vol unteers.

* Determ ne a budget for appropriated funds, and/or non-
appropriated funds (if available in the unit) or other
fundi ng sources such as donations to the Key Vol unteer
Net wor k.

* Provide adninistrative support, use of official mil,
and rei nmbursenment for incidental expenses such as
m | eage and child care under pre-agreed circunstances.

* Provide work space, if necessary, and admnistrative
needs -- paper, pencils, answering machine, etc.

* Pronote understanding and visibility of the Key
Vol unteer Network within the unit.

The FRO

The FRO is an active duty menmber of the unit who serves as
the direct link between the Key Vol unteer Network and the CO
Selected by the COto oversee unit famly readiness for
Marines and their families, the FRO s responsibilities vary
with each unit as determned by the CO Sone typical duties

i ncl ude:

* Serve as the mlitary POC, for routine matters,
between the unit and menbers of the Key Vol unteer
Network. This is especially inportant during
depl oynent s.

* Work with the Key Vol unt eer Coordinator regarding
fam ly readiness matters.

* Assist in providing adm nistrative and |ogistica
support for the unit’s Key Vol unteer NetworKk.

* Educate Marines in the unit on fam ly readiness
responsibilities.



* Maintain contact with the Director of the Fanmly
Service Center (FSC) or the Fam |y Readi ness Support
Pr ogram Coordi nator, and becone thoroughly faniliar
with the FSC s prograns, training, and services.

* Provide liaison for the Key Volunteer Network with
other mlitary organizations, e.g., the disbursing
of fice, the base post office, etc.

* Maintain a consolidated unit famly readi ness roster
i ncl udi ng nanes, addresses, and phone nunbers of
fam |y menbers, and periodically provide an updated
roster to the Key Vol unteer Coordi nator

* Maintain a current roster of all Key Volunteers in the
unit. Provide a copy of the current roster to the FSC
on a quarterly, or nore frequent basis, as needed.

* \When assigned as the FRO at the reginmental /group |evel
or higher, serve on the installation’s Famly
Readi ness Support Counci l

* Performother duties as determ ned by the CO
3. The Key Vol unteer Network Advisor (Optional).

The Advisors to the unit’s Key Vol unteer Network serve at
the request of the CO and may be the spouses of the CO
and the senior SNCO or the spouses of other senior
menbers of the unit. Although they may vary with each
unit, typical Advisor roles are to:

* Serve as a nentor for the unit Key Vol unteer
Coor di nat or and Key Vol unt eers.

* Pronote the work of the Key Vol unteer Network through
a positive attitude and support.

* Wirk with the Key Vol unteer Coordinator and/or Key
Vol unteers resolving difficult challenges as
appropriate and as requested.

4. The Key Vol unt eer Coordi nator.

A Key Vol unteer Coordinator is selected by the COto
provi de gui dance to and coordi nate vol unteers who form
the Key Vol unteer Network. Selection nethods for the
Coordi nator vary anmong units. Some CO s appoi ntnents are
based on reconmendati ons; others use an application
process. Each CO establishes his/her own sel ection and
screeni ng process. Selection of a Key Vol unt eer
Coordinator is generally based on experience, managenent
and organi zational skills. A Key Vol unteer Coordinator,
i ke Key Volunteers, nust be a spouse of a menber of the
unit. Duties of a Key Vol unteer Coordinator are to:

7



* Keep the COinformed on a regular basis on the state
of famly readiness in the unit.

* Serve as a l|liaison between the CO and Key Vol unteers,
and provi de feedback to the CO about fam |y concerns.

* Wirk with the FRO regarding fam |y readi ness matters.

* Coordinate with key command personnel as necessary;
e.g., the FRO, XO SgtMj, Chaplain, etc.

* Devel op an effective comunications network anmong unit
famlies; e.g., organize a tel ephone tree through Key
Vol unteers and activate it upon the COs direction or
as ot herw se needed.

* Assist in recruiting eligible volunteers and make
recomendations to the CO for appointnment to Key
Vol unt eer positions.

* Coordinate the training of Key Volunteers with the
FSC s Fami |y Readi ness Support Program Coordi nator.

* Communicate to Key Volunteers the responsibilities of
their position, informng them about the support
avail able fromthe unit and the expectations of the
Cco

* Oversee the devel opnent and distribution of a
newsl etter on a regul ar basis.

* Participate, as appropriate, in the |ocal
installation' s Fanily Readi ness Support Program
Council and work closely with the FSC on training and
resource natters.

* Wirk with the Key Vol unteer Coordinators from ot her
units tenporarily attached to their own unit during
depl oynent .

* Performother Network activities as determined by the
co

The Key Vol unt eer.

The Key Volunteer in the Key Vol unteer Network holds a
critical position in matching avail able resources to the
needs of families. Her/his performance is directly
linked to the quality of life and norale of famlies
within the unit. The Key Vol unteer Network provides
assistance to families within the unit, giving Marines
confidence that fam |y needs and concerns wll have the
attention of trained and caring Key Vol unteers. Key

8



Vol unteers also serve as role nodels for fam |y readiness
and help |l ess experienced famlies learn to be nore self-
suf ficient.

Sel ection as a Key Volunteer entails serious responsibil -
ities and the potential for great personal fulfillnent.
The COw Il rely on the Volunteer’'s judgnent, reliability
and positive attitude in acconplishing the goals of the
Fam |y Readi ness Support Program Conpl ete confi den-

tiality and discretion, as discussed in Section VI, is
required of Key Volunteers in their work with Marine
fam lies.

The duties of Key Volunteers are to:

*

Wel cone and assi st incomng nenbers and fam lies of
the unit and ensure they are aware of services
available to the "Marine Famly."

Participate in a tel ephone tree as directed by the Key
Vol unt eer Coordinator to ensure a rapid dissem nation
of information to fanilies.

Maintain a fam ly readi ness roster of nanes,
addresses, and tel ephone nunbers for their assigned
fam lies and provide changes to the FRO via the Key
Vol unt eer Coordi nat or.

Provide information to families to refer themto
appropriate resources as needed (FSC, Red Cross, Navy-
Marine Corps Relief Society, etc.), and foll ow up on
referrals to ensure the assistance required was
obt ai ned

Provide informati on and feedback to unit COs, via the
Key Vol unteer Coordinator and FRO regarding famly
readi ness i ssues.

O fer nmoral support and assistance to families during
times of difficulty and/or crisis.

Assi st the Key Vol unteer Coordinator with occasiona
Network activities where unit famlies can neet each
other and form support systens; e.g., Videotaping,
reuni on wor kshops, etc.

Assi st with Key Vol unteer Network newsletters by
providing input, witing, distributing, etc.

Perform ot her Network activities as determined by the
Co

The duties of Key Volunteers do not normally include, but
can be done at the Key Vol unteer’s discretion

9



* babysitting
* driving famly nmenbers on errands, etc.

* planning and organizing all the unit’'s social events
(though Key Vol unteers nay assi st in planning as
needed) .

Qoviously there are tinmes when any one of these activities
may be the appropriate formof support on a one time basis. Key
Vol unteers nust protect thenselves from over-extension and
i nappropri ate expectations of others.

A Key Vol unteer may | eave the Network at any tinme, w thout
repercussion. A sinple letter of resignation should be submtted
to the CO through the Key Vol unteer Coordi nator

There are sone situations that require a COto ask for a Key
Vol unteer’s resignation. Breach of confidentiality and failure
to perform agreed upon duties in a tinmely fashion are anong the
reasons for dism ssal

Personal notivation needs to be exam ned by the candi date
before applying for this inportant position. Key Vol unteers
shoul d not expect status or personal favors as the result of
their participation in the Network. A genuine desire to help
others and commitnent to the Marine Corps mssion are the best
noti vati on possible.

Key Vol unteers are taught in training to becone nore
know edgeabl e about family support programs, develop skills in
providing referral services, and |learn the inportance of
conveyi ng accurate information. They serve as role nodels and
unit representatives. Reward comes in the formof increased
sel f-confidence, maturity, independence, and persona
preparedness to neet the challenges of life in the Marine Corps.

C. | NTERRELATI ONSHI PS

Key Vol unteers interact with a nunber of individuals and
organi zations for the Key Vol unteer Network to function
effectively. The chart on page 13 helps to put these
rel ati onships in perspective.

Wthin a particular unit the exact nature or the description
of these relationships may vary. Key Vol unteers should note
t hese changes on the chart, especially if it is to be used as
part of a turnover job file when an appoi nt ment ends.

The military chain of command is a formal one. Although the
Key Vol unteer Network is not a chain of command, it provides a
simlar structure to allow for efficient and effective
conmuni cati on throughout the entire Marine Corps conmmunity.
Vol unteers are to use the "chain of conmunication” within their
Net wor k whenever an issue or a conflict needs to be resol ved.

10



D. TRAI NI NG

Key Vol unteer Network training is essential for the effective
operation of the program The purpose of the training is to:

1. Gve volunteers an understandi ng of the Marine Corps
organi zation and structure, the Marine Corps Key Vol unteer
Network and its relation to the Marine Corps m ssion

2. Make volunteers aware of confidentiality, ethical issues
and professionalismas a volunteer

3. Devel op communication and listening skills.

4. Devel op organi zational skills necessary to provide
efficient information and referral services.

5. Provide information on | ocal and regi onal resources.

Headquarters Marine Corps has devel oped a basic training
program for the topics mandated by MCO 1754. 2A. This training
prepares Key Volunteers to assist famlies, which in turn
supports the unit mission readiness.

An additional benefit fromattending training is the
attai nment of skills that encourage self reliance and devel op
self-esteem An ability to help others seek solutions to
probl ems depends on sel f-confidence and conmuni cation skills.
For those who have been trained at a previous installation
refresher training provides an opportunity for famliarization
with | ocal resources and services. Yearly refresher training
serves as an opportunity to conduct cross-training and review
| essons | earned for new Key Vol unteer Coordi nators and Key
Vol unt eers.

Most FSCS of fer continuing educati on courses on topics that
hel p prepare Key Volunteers for nore significant |eadership
positions or enhance their ability to work effectively within the
Key Vol unteer Network. Unit |level training may be conducted to
provi de unique information, service needs, service availability,
etc. Although basic training is standardized throughout the
Marine Corps, advanced training topics vary frominstallation to
installation and may include stress nanagenent, time managemnent,
communi cations skills, etc.

11



KEY VOLUNTEER NETWORK:

FUNCTIONAL RELATIONSHIPS

KEY
COMMANDING FAMILY KEY FAMILY
OFFICER ReADINESs | VOLUNTEER | yoLunTEER VoL q SERVICE FAMILIES
(Co) OFFICER (FRO) (Optional) COORDINATOR CENTER
CO appoints and/or
COMMANDING Appointed by CO. Miltary | Sek d by CO. Provid CO appoints and/or replaces. CO provides Uses FSC programs as CO uses the Key
OFFICER link to family programs. advice on family matters replaces. CO provides all | primary guidance via Key | tool to support unit family | Volunteer Network to
Coordinates unit's Family | based on i ion with d: CO provid Vok Coordi . di Is a referral support and communicate
AOOV Readiness efforts. Key Voh N rh support. CO provides resource source for Key Vo with unit famli
support.
. . . Regular meetings to Serves as general
FAMILY r_ﬁox .oo.. nted Svohhaﬂi _ho:i_ _..”:..:x&_ﬁa_. assure information Informal and generally via | Military Raison between coordinator for all family
READINESS amy s Fam v n_:._n__aw ” exchange on family the Key Volunteer unk Key Vo diness initiatives
OFFICER A_HNOV Mooltﬁo””: 's Family ‘olunteer Network and and to provid Coord Network and the FSC. including the Key
eaciness efforts. famdy matters. assistance as needed. Volunteer Network.

KEY Selected by CO. Provides | Informal information 1 Reguiar meetigs to share | o on via the Intoract aa appropriate. At
VOLUNTEER | advice on family :ﬁnﬁ_ exchange on Key | { information. Key Volunteer Informal times, at the request of the
ADVISOR based on an Coordinator. Key Vohnteer Network.

AOﬂ-_OSD_v Key Volunteer Network. other family matters.
Appointed by and
KEY responsble to CO. Meets w“ﬁw.h&&.&a to Regutar mostinds to shara Overall coordination of the | Regular interaction with | Interact as appropriate. At
VOLUNTEER | roguiary foriformation | 2% ocs._ .w..* on sNa%o.__ reetings ey Volunteer Network | FRSP Coordinator to keep | times, at the request of the
COORDINATOR | exchanges on faméy 2nge on famly : ctivities. abreast of FSC services. | Key Volunteer Network.
matters, )
Appointed by CO. o Informal interaction via Regular interaction for Source for training for Key
KEY Interaction via Key «.Mﬂﬂ”“.h“%&oq Key Vokinteer guidance and general Volunteers and resource Regular interaction.
VOLUNTEER Volunteer Coordinator. : Coordinator. support. center for families.
Provides program Regular interaction to .
FAMILY services including training | Military aison between schedule training and Provides Key Volunteer ANFSC services in and
SERVICE for Key Volunteer Network | unit Key Volunteer Informal other support to Key Network training and addtion to support
CENTER to assist in maintaining Network and the FSC. Volunteer Network. referral support.
unit readiness. Accepts referrals.
All FSC services in
Interaction as necessary. Interaction primarily . N .
UNIT __”“ﬂo:zﬂos:g At times through the Key Inf 1 the Key Regular interaction as ua&:o:.o”cﬂ”ﬂ!i
FAMILIES ° command. Volunteer Network, Vohunteers. needed. assistance to the Key

Volunteer Network.
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SECTION |11

GETTI NG STARTED

After conpletion of the basic training, the Key Vol unteer
will neet with the Key Vol unteer Coordi nator and other Key
Volunteers in the unit. Oher initial activities will include:

1. Reviewing those parts of the two major policy docunents
(MCO 1754.1 and MCO 1754.2A) that guide actions within the
Key Vol unt eer Networ k.

2. Keeping a record of basic information about each of the
assigned families within the unit.

3. Establishing a nmethod for docunenting contact with
assigned famlies.

4. Obtaining fromthe unit Coordinator an information form
on service providers in the area or assist in devel opi ng one.

5. Keeping a record of the Network’s activities and
acconpli shnents. A sample formis provided at appendix A

A PERSONNEL AND FUNCTI ONS

Review the interrel ationships chart in Section Il. The Key
Vol unt eer needs to neet the other menbers of the Network (FRO
ot her Key Vol unteers) and the Fanmily Readi ness Program Support
Coordi nator (FRSP) at the FSC. |If a Key Vol unteer has questions
about how the Network operates in the unit, she/he should ask the
Key Vol unteer Coordinator or the FRSP Coordinator to clarify.

The Key Vol unteer may need to develop a plan for contacting
assigned fanmilies, gathering basic information, and determ ning
preferred nethods of keeping in touch, if needed.

The sanple form at appendi x B can serve as a neans of
devel oping a profile regardi ng personnel closely associated with
the Key Vol unteer Network. The Key Vol unteer Coordinator can
assist in providing informati on about or in arrangi ng meetings
wi th personnel such as:

1. The FRO

2. O her Key Vol unteers.

3. The FRSP Coordi nator.

4. Ot her FSC personnel
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B. I NITIATI NG CONTACT

Anot her aspect of getting started will be the gathering and
| oggi ng of information about the famlies assigned to each Key
Vol unteer. Key Volunteers will be provided a roster of their
assigned fanmilies’ names and phone nunbers. Additional infor-
mati on such as the nunber of children and addresses nay be
i ncl uded.

It is inperative that the privacy of Marines and their
fam |lies be respected by protecting this roster informtion and
using it only in an official Key Volunteer capacity. The unit
may col |l ect nore personal information by distributing forns at
fam |y days or adding to the infornmation when contacts begin with
the fanmilies. Sone fanmlies may resist giving personal infor-
mati on until they understand its inportance for Key Vol unteers
assistance. |If resistance is encountered, Key Vol unteers should
not pressure famlies for nore than the basic information on the
roster. Respect for Marine famly privacy is critical to Key
Net work functioning and credibility. @uidelines for obtaining
i nformati on during "first calls" are outlined in Section IV.

The sanple form at appendix C can be adapted to track
information in a consistent way for all the famlies assigned.
This basic fanmily informati on nay be mai ntained on a conputer
dat abase. Each Key Vol unteer, as a part of her/his get
acquai nted process, is expected to make contact with assigned
fam lies.

C. THE CONTACT LOG

The third phase of start up is to develop a procedure for
mai ntaining a log of famly contacts, if the unit has not yet
devel oped one. A sanple contact log is provided at appendi x D

Try to log all attenpts to reach unit famlies even if it is
not successful or a message is left. This log will assist in
keepi ng track of how often contacts are made by Key Vol unteers,
the i ssues addressed, or questions asked by the famly menber
cont act ed.

Treat this form as with all other notes maintained on unit
famlies, in a confidential and secure manner. Even information
that may be consi dered harm ess shoul d be handled in such a way
that the Key Volunteer’s fam ly nenbers and others do not have
access to it. Confidentiality issues are a part of the Key
Vol unteer training, as is the Privacy Act gui dance that applies
to serving as a Key Vol unt eer.

Part of the job as a Key Volunteer is to provide feedback to
the CO, through the Key Vol unteer Coordinator, on trends or
i ssues that mght inmpact on fanmily readiness. Describing the
nature of calls will help formpart of the conposite support
program picture the unit can use to refine its fam ly readiness
pl ans.
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D. SERVI CE PROVI DERS SUMVARY PROFI LE

A Key Vol unteer should nmaintain a |list of service providers
in the local area. The sanple form at appendi x E provides the
Key Vol unteer a neans to devel opnent such a reference.

Much of this information is readily avail abl e through the
local Famly Service Center and will be part of the Key Vol unteer
basic training. It is also a good idea to establish personal
contact, especially for those services that will be used
regularly. Visiting or calling service providers can provide
nore conplete information for inclusion in the profile. Exanple:
a call to the local Red Cross Chapter may provi de added infor-
mati on on services avail abl e and establish a point of contact.

At large installations, the service providers are contacted by

ei ther FSC or senior conmand (Division/Wng) Key Vol unteer

Coordi nators, and information passed to unit Key Vol unteer

Coordi nators at training, meetings, etc. It would be unrealistic
for the Red Cross to field 300 calls fromunit Key Vol unteer
Coordi nators and Key Vol unt eers.

At small bases or renote |ocations, nothing replaces personal
contact with service providers. Wen a friendly relationship has
been established it is nuch easier to call with confidence for
further help or information. It is strongly recomended that Key
Vol unt eers schedul e, whenever possible, get acquainted visits as
part of putting together a val uable resource support group for
Networ k families.

E. SERVI CE PROVI DERS

Li sted bel ow are resources that are avail able on or near nost
installations. A list should be provided to all Key Vol unteers
by the local FSC during training. |If one is unavail able, Key
Vol unteers shoul d record | ocal points of contact, phone nunbers,
avai |l abl e services, etc.

* Anerican Red Cross.

* Career Resource Managenent Center (part of the Fanmily
Service Center).

Chaplain's Ofice.

Chil d Devel opment Center(s) - In-Home Care Coordi nator #.
Conmi ssary.

Dental dinic.

Di sbursing O fice.

Depart nent of Defense Dependent School s (DODDs) .
Education Center.

Exchange.

Fam |y Service Center.

Housi ng OFfice - Emergency Repair.

Human Resources O fice (formerly known as Gvilian
Personnel O fice).

Legal Assistance Ofice.

Li brary.

Medi cal Treatnent Facilities.

L R R R R

* o
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* % %k X % F X

Moral e, Welfare and Recreation (MAR) - sports, pools,

etc.

Post Ofi ce.

Navy- Marine Corps Relief Society.

Provost Marshall Ofice (PMD.

Ready Reserve Liaison Ofice.

Thrift Shop.

Joint Public Affairs Ofice.

POC when entire unit deployed (assigned FRO
detachnment or rear party officer).

16
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SECTION |V

ROUTI NE ACTI VI TI ES
A.  OVERVI EW

For nmenbers of the Key Vol unteer Network, nmany of the efforts
and activities will include interacting with the unit famlies
t hrough the use of the tel ephone.

This section addresses issues and suggestions relating to
t hese activities.

Most of the contact with fanilies will be routine: to pass
information, clarify, or answer basic questions. These contacts
are easily handled. Sone situations, however, w |l be unusual

When serious or unusual issues do arise in dealing with unit
fam lies, Key Vol unteers nust renenber that they are not
counselors. The primary focus is to help individuals and
fam lies by connecting themw th existing support systens when
needed. A further focus is to help famlies recognize their
capabilities and becone sel f-sufficient.

Basic training hel ps Key Volunteers learn to avoid "owni ng
the problemt of others and to focus on providing basic
information and referral services. Key Volunteers are a major
link between the unit famlies through the Key Vol unteer
Coordi nator to the unit (CO FRO SgtMaj, Chaplain, etc.), other
resources within the unit, the surrounding community, and other
Key Vol unteer Networks. The concept of referrals to appropriate
resource providers is essential to the Key Volunteer Network’s
ef fecti veness.

B. MAKING THE FI RST CONTACT

The first contact with famlies will influence future
rel ati onships. The Key Vol unteer should strive to nmake first
contacts pleasant and at the sanme tine collect the information
needed to update rosters and to assist these fanilies in the
future. It is helpful if the calls are nade when the Key
Vol unteer is feeling enthusiastic and upbeat. Some guidelines
for making this first contact include:

1. The Key Volunteer should state her/his whole nane clearly
and be prepared to restate the nane since this nay be the
first contact with this famly. Exanple: "Hello, this is
Jane Smith, may | speak to ....?"

2. After the Key Volunteer clarifies her/his name and title,
t he purpose of the call should be stated. Exanpl e: "I ama
Key Vol unteer of H&S Battalion and amcalling to acquai nt you
wi th our Key Vol unteer Network."
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3. The Key Vol unteer shoul d ask about any previous

experience this famly has had with the Key Vol unteer Network
and/ or simlar prograns. Enphasis should be placed on

expl aining the Network activities such as unit newsletters,
information and referral assistance, the Network tel ephone
tree, and avail abl e energency assi stance.

4. The Key Vol unteer should conduct this first conversation
in a nmanner that will convey a sense of sharing nutual
concerns. This will tend to relax the fam |y nenber and
provide a nore confortable lead-in for future calls.

5. If the opportunity is presented, the Key Vol unteer should
use this time to ask for information to conplete the unit
Fam |y Contact Sheet.

6. |If appropriate, the Key Volunteer should relate any unit
news and invite the famly menbers to upconing events.

7. This first contact should conclude with the Key Vol unteer
provi di ng her/his tel ephone nunber and preferred calling
hours for non-energency phone calls. The Key Vol unt eer
shoul d indicate that the caller is welconmed to contact the
Key Vol unteer at any time in cases of enmergency. Also,
convenient times for the Key Volunteer to routinely contact
the fam |y shoul d be established.

A few calls may be abrupt or unconfortable due either to the
fam ly menber’s lack of interest in becom ng involved or because
of an unfortunate past experience with the Key Vol unteer Network
or simlar program The Key Vol unteer should respect these
opi nions without feeling personally responsible, and informthe
fam |y menber who declines to becone involved that they will be
wel coned as a part of the Network at anytine in the future.

For those families wi thout phones the first contact may be by
letter. These individuals may rely on the Network newsletter as
a neans of obtaining unit-related information, or may arrange to
call the Key Volunteer at a tinme when they have access to a
phone.

C. RECEI VI NG CALLS

To concentrate fully when a fanily nenber calls, the Key
Vol unt eer should take a nonent to renove distractions, clear
her/his m nd and take on a professional, non-judgnental attitude.
If calls cone at a tinme when life is busy for the Key Vol unt eer
the Key Volunteer may ask to return the call within a reasonabl e
time, and do so. The caller could also be referred to another
source of support. Log each call and describe it briefly,
i ncluding what referrals were made and when foll owup i s needed.

The calls received as a Key Volunteer may typically fall into
one of the follow ng six categories:

18



1

2.

3.

4.

Information Call.
* (bjective: Provide accurate information

* Description: The caller is seeking information about
resources, directions, etc. These are generally
strai ghtforward questi ons and shoul d be answered by
providing the appropriate information or referral. If
the requested information is not readily avail abl e,
the Key Volunteer nmay either redirect the caller to
the nost appropriate referral, such as the Famly
Service Center, Red Cross, Navy-Marine Corps Relief
Society, etc., giving the tel ephone nunber, or offer
to obtain further information and contact the caller
at a later tine.

Soci al Calls.
* (bjective: Provide a synpathetic ear.

* Description: The caller may be lonely or having
difficulty adjusting to nmilitary life (the Marine
Corps, the duty station, a deploynent, children
etc.), or perhaps is experiencing feelings of
i nadequacy. The Key Vol unteer should help the caller
to clarify the reason for the problem This caller
usual ly just needs a synpathetic listener. |If
appropriate, the Key Vol unteer should arrange a "phone
buddy" for future calls. A phone buddy is another
person in the unit who m ght enjoy longer talks and is
a good |istener.

Settle-the-Argunent Calls.

* (bjective: Listen objectively and refer to the FSC or
chapl ain, if necessary.

* Description: The caller usually has a conflict with
someone about something. The Key Vol unteer mnust be
firmand fair and not take sides. Do not |let the
conversation continue for a long tine. Once the case
has been stated, the Key Vol unteer should provide an
unbi ased sumrary of the issues to |let the caller know
that the issues have been understood and ask how t he
caller will resolve the conflict. Refer serious
conflicts to a third party such as the chaplain or an
FSC counsel or.

Conpl aint Call.
* (bjective: Determ ne which service or resource can
best resolve the issue and make the appropriate

referral
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* Description: The caller wants to report the
m sconduct of an agency or a person. The Key
Vol unteer wites down the facts and refers the caller
to the appropriate resource for resolving or
registering the conplaint within the unit. Do not get
i nvol ved in defending anyone or any agency. Oten the
FRO is the appropriate resource within the unit for
handl i ng conpl aints having to do with other governnent
agencies or facilities.

Crisis Call.

* bjective: Identify the problem calmthe caller, and
refer the caller to the appropriate source of help.
Fol low up within a brief period of tine.

* Description: The caller has been confronted by a
situation or problemwhich seens enotionally
overwhel mi ng (death, rape, suicide, accident, etc.).
The Key Vol unteer mnust renenber that sonme callers who
have a seem ngly ordi nary problem may perceive it as a
crisis. Sometines a crisis call may come froma third
party or may first appear to be an "information" cal
as a way to check out the Key Vol unteer as a hel per
The Key Vol unteer mnust remain cal mand unenoti onal
but sympathetic. The Key Vol unteer nust provide a
sense of stability to the caller. The Key Vol unt eer
shoul d collect the facts by witing them down, be
reassuring and help the caller clarify the situation
The caller should be referred to the appropriate
resource such as a counsel or, social worker at the
FSC, the medical treatment facility, etc. 1In very
rare instances, the Key Volunteer may need to call for
energency services to assist the caller. As a follow
up to these incidents, the Key Vol unteer shoul d make
sure contact was nmade and hel p received. (For
additional comments on Crisis Intervention see Section
IV, F.)

Runor Call s.

* (bjective: Stop runors from spreadi ng, set the
"story" straight.

* Description: The caller wants to share runor or
gossip heard. Sonetimes he/she wants to tell stories
about what someone else is doing. As soon as the Key

Vol unt eer understands the nature of the call, i.e., a
possi bl e runmor call, she/he should listen very
carefully, especially if the subject of the call is

possi bly damagi ng to an individual or to the conmand.
If the Key Volunteer is able to correct the infor-
mati on she/he should do so. If necessary, the Key

Vol unteer should tell the caller not to call others
until the Key Volunteer can check or verify the facts.
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If the "facts" are not verified, the Key Vol unteer
shoul d urge the caller to seek evidence from
appropriate sources. In any case, the Key Vol unteer
shoul d strongly discourage unnecessary passing of
questionable information to others no natter what the
subj ect .

D. COVWON PROBLEMS

Key Vol unteers can expect calls concerning a wi de variety of
problens. It seens that nost "comon probl ens" occur while
spouses are deployed, although that is not the only tine
tel ephone calls will be made about these issues. There are
al nost al ways agencies in place that are ready to help with these
problens. The unit’'s FROw ||l acquaint Marines with both their
readi ness responsibilities and the resources avail able to neet
fam |y needs. However, problens continue to arise whether or not
Mari nes prepare, and whether or not they depl oy.

The following is a list of compn calls and sone suggested
solutions that will aid the Key Volunteer in assisting callers.

1. Allotnent Concerns.

The best solution is to call the FRO He/she will have
access to the Disbursing Ofice, an appropriate referra
resource. |If the Marine is deployed, the Key Vol unteer

Coordi nator, FRO or Rear Party or Rear Detachnent
Oficer may refer the fanmily menber to the Defense

Fi nance and Accounting Service (DFAS), Kansas City for
nmore information. Additional assistance may be obtai ned
fromthe FSC or Navy-Marine Corps Relief Society.

2. Car Probl ens.

Marines shoul d be advised to maintain records on all car
mai nt enance, repair and part replacenent services. Al so,
each famly should rmaintain their own list of preferred
service station(s), autonotive deal erships and parts
stores. The Key Vol unteer should al so advise callers to:
keep auto repair receipts, call for auto repair estimtes
or to ask other spouses or friends for conparisons. The
Key Vol unteer mnight al so suggest that callers check with
the installation’s service station and auto hobby shop to
see if there are any hobbyists in the area who are
willing to give a fair estimate for repairs.

3. ID Cards and DEERS (Defense Eligibility Enroll ment
Reporting System.

Holding a valid ID card does not al ways nmean DEERS is
current. To be eligible for various benefits, the DEERS
dat abase nust contain current sponsor and fanily nenber
i nformati on. The database is updated when a new
Uniformed Services ldentification Card is issued at the
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Real - Ti nre Aut omat ed Personnel ldentification System
(RAPIDS) office. Should an ID Card expire during a
sponsor’s depl oynent, the CMC (MHP-20) will authorize
rei ssuance providing the individual concerned is

regi stered in DEERS. The FRO, Rear Party or Rear

Det achment O ficer or FSC can assist in naking contact.

Enoti onal Probl ens.

If a caller relates that he or she is seriously

di stressed or having enotional problens due to depl oyment
separations or the stress of coping with everyday events,
t he response could be, "Wuld you like to talk to soneone
el se about this? A counselor or chaplain nmight be a
great help to you." Encourage the person to contact the
FSC or chaplain to discuss these feelings further. Gve
the appropriate referral and phone nunber and call back
to see if contact has been nade.

Fi nanci al Ai d.

Sonme areas to check for possible financial aid would be:
*  Navy-Marine Corps Relief Society.

* American Red Cross.

* Chapl ain (energencies only).

Dependi ng upon the particul ar problem these sources nmay
be able to help. However, if they cannot help with the
problem they should be able to identify further
resources that can. The Key Vol unteer shoul d becone
famliar with the policies of these organizations to be
certain the problemfalls within assistance limts. |If
unsure, refer the problemto the Navy-Marine Corps Relief
Society or the FSC

Lonel y Peopl e.

Suggest that the caller may like to get involved with one
of the various clubs, unit sponsored events, conmmunity
projects or local services, or volunteer services at such
pl aces as American Red Cross, Navy-Marine Corps Relief
Society, FSC, etc. Ask other spouses in the unit (whose
spouses are al so deployed) to call and keep in contact.
Make an effort to plan a "networking" event.

Depl oynment Mai | .

Check with other spouses whose service nmenber is on the

same deploynent to see if they are receiving mail. |If
not, check with the unit to see if there are problens
with sending or receiving mail. Rem nd the spouses that

the mlitary menmber has no control over mail flow
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Recommend that families NOT conpare addresses with those
fromother units, as mlitary addresses are very
specific.

8. Runor Control.

Contact the Key Vol unteer Coordinator or the unit’s FRO

They should be able to confirmor dispel any runors about
unit activities. Ask callers to question the reliability
of "unofficial" information about the unit.

E. BASIC STEPS FOR HANDLI NG TELEPHONE CONTACT W TH UPSET
CALLERS

1. Establishing and Mi ntaini ng Contact.

* Indicate to the caller that he or she did the right
thing in calling, and that you will try to help.

* Reassure the caller with careful listening and giving
the appropriate infornmation.

2. ldentifying and darifying the Probl em

* |dentify the appropriate resource agency; information
and referral calls are not difficult.

* Help to clarify the problemif a person is troubled or
in acrisis state. It may be the nost hel pful thing
that can be done.

* Cdarify the nost inportant issue if several problens
are presented.

* Help the caller to select the nost inportant issue if
the caller is too upset to decide which problemis the
nmost i mport ant.

* Help the caller to clearly state the problem This
of fers reassurance and may perhaps suggest possible
sol uti ons.

3. Helping the Caller ldentify and Carify Feelings.

* |f the caller has confused and contradictory feelings,
let the caller know that you are trying to understand
how he or she feels and that you are not critical or
maki ng judgnents.

* To help clarify feelings is especially inportant and

may be the only thing that can be done when someone is
on the phone who is really upset.
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* Try to anticipate how a person mght feel after the
phone call. Assure the caller that another phone cal
will be welcone. Exanple: "If you don't feel Iike
talking right now, that's fine. But if you feel like
you'd like to talk sone nore, please call back."

* Help the caller devel op options and alternatives which
may assist the caller in deciding what to do.

Showi ng an upset person that he or she does have some choices
is the best reassurance that can be given. The Key Vol unteer can
admt that it may be a tough situation, but should al so add that
there are alternative solutions. |f necessary, the Key Vol unteer
shoul d ask the caller for time to check into sone alternatives.

It is very inportant that the Key Vol unteer then follow through
and get back to the caller as soon as possible. Failure to
follow through will have a negative inpact on the credibility of
the Key Volunteer and the entire Network.

F. CRISI'S | NTERVENTI ON

"Crisis" is experienced when things happening to an
i ndi vi dual are nore than she/he can handle. Wen events are too
great a person experiences crisis. At tines a person behaves as
if she/he is acting on feelings only. The person is often
experiencing a conbination of the follow ng enotions:

1. Anger.

O'ten hidden behi nd expressions of other feelings. It
may be directed at another person or turned inward,
resulting in depression. An exanmple would be a caller
referring to her/his spouse in a sarcastic way.

2. Hel pl essness.

Unabl e to cope, and nowhere to turn. An exanple would be
a caller who says she/he is just not strong enough to be
a Marine Corps spouse.

3.  Anxiety.

An unreasonabl e feeling of worry and uncertainty. This
is a normal response in challenging situations.
Excessive anxi ety produces confusion, poor judgment,
guesti onabl e deci si ons and sel f-defeating behavior. At
the extrene, it can imobilize a person. As an exanpl e,
the caller may have just heard her/his spouse will be
depl oyi ng soon and doesn’t think she/he will be able to
get all the things done that are necessary before the
servi cemenber | eaves.
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4., Lowered Self-Esteem

The person cannot see hersel f/hinself as conpetent. The
caller may, for exanple, refer to herself/hinself as
"never having been successful at anything."

Since normal coping ability is challenged in crisis, an
i ndi vidual finds her/his world shaky and uncertain.

Letti ng people know that their feelings are a nornmal part of
an event rather than proof that they are "di sturbed" is hel pful
Assure the individual that these feelings, whatever they may be,
are OK to have. Refer the caller to professional sources of
assi stance such as the Chaplain or the FSC. Follow up to nake
sure the caller did receive the assistance needed.

O her things to renenber when dealing with a crisis call:

1. Distinguish between a noderately stressful problemand a
crisis state. (I's this situation demanding ALL her/his
energy or is she/he functioning fairly well? Do the
above characteristics apply?)

2. Calmthe caller so that she/he regai ns some nmeasure of
control. The Key Vol unteer should remain cal mer than the
caller. Panic and extrene agitation can be contagi ous.
Be reassuring. Renmenber that there are many resources at
hand. The probl em belongs to the caller.

3. If necessary, be nmore direct and firmw t hout being
authoritative. Obtain the essential information if
requi red: address, telephone nunbers, etc. In sone

cases, the decision may be to call for response from
prof essi onal s through 911

4. If referrals are appropriate, keep themto a m ni num
The call er should take the information, act upon it, and
report back if nore referrals are needed. Call back; it
is critical that the Key Volunteer follow up to be sure
the problemis being handl ed.

5. Be sure that the information given is clear. Having the
caller wite it down and repeat it gives the caller a
chance to get control again since she/he can act upon the
i nf ormati on.

6. Focus on the present. |f necessary, shift the
conversation away fromirrel evant material that the
caller may wish to discuss. (Exanple: a spouse may cal
with a set of problens she/he has with the present
depl oynment and then begin to shift to problens she/ he has
experienced with past deploynents.) |In cases such as
these the Key Vol unteer should tactfully refocus the
di scussion to the present situation.
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7. Do not expect that all calls nust end with a referral or
an answer. It is helpful just to be there to listen and
understand. Let the caller know she or he is not alone
and that the feelings are realistic because of the
situation. Do not be afraid to take tine to think about
what to do. Unless the safety of persons or property is
at stake, the Key Volunteer can ask to call back in order
to have the tine to find the appropriate information.

A sense of caring and desire to help will always comruni cate
itself to the individual in need.

G PASSI NG | NFORVATI ON FOR THE UNI' T

When a CO wi shes to activate the tel ephone tree, the Key
Vol unteer Coordinator will contact all Key Volunteers. It is
i mportant that the Network be reserved for unit information. It
may be tenpting but is inappropriate for the Key Volunteer to
pass al ong a personal perspective, opinion or information from
ot her sources.

The Key Vol unteer should wite down the nessage given
verbatimand repeat it in the sane way to each person on her/his
list. There shoul d be no specul ati on about the content. Any
guess or coment made becomes part of the "official" message
because of the Key Volunteer position. Time is a factor and the
Key Vol unteer nust, therefore, defer questions until all the
calls on the list have been conpleted. However, the Key
Vol unt eer should offer to call back in response to questions or
i ssues raised by the caller.

H. REVI EW OF GOCD LI STENI NG SKI LLS LEARNED I N BASI C TRAI NI NG

1. STOP TALKING - LISTEN! A person cannot listen if shel/he
is talking. Polonius (Hamet): "G ve every nman thine ear
but few thy voice."

2. PUT THE TALKER AT EASE - Help the caller feel that she/he
is free to talk. This is often called perm ssive
envi ronnent .

3. SHOW HER/ H M THAT YOU WANT TO LI STEN - Act interested.
Li sten to understand rather than to oppose.

4. REMOVE DI STRACTIONS - Turn radio or TV down low so it
cannot be heard by caller.

5. EMPATHI ZE - Attenpt to walk in the caller’s shoes;
attenpt to feel what the caller feels.

6. BE PATIENT - Allow plenty of tine. Do not interrupt the
cal ler.

7. HOLD YOUR TEMPER - Do not let anger interfere with
listening.
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8. DON T ARGUE AND CRITICIZE - Do not put the caller on the
def ensi ve. The caller may "clam up" or get angry. Don’t
argue; W nning can be | osing.

9. ASK OPEN- ENDED QUESTI ONS - Encourage the caller and show
that you are listening. 1t helps to develop points further

10. STOP TALKING - LISTEN! This is first and |ast, because
all other commandnents depend on it. A Key Volunteer can’t
do a good listening job while she/he is talking. A Key

Vol unteer |istens best when she/he is quiet.

Nat ure gave people two ears but only one tongue, which is a
gentle hint that we should listen nore than we talk.
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SECTI ON V
OPERATI ONAL EVENTS

A.  OVERVI EW

The life style of the Marine fanily means separati ons because
of depl oynents, mobilization, and responses to natural disasters.
VWhet her these family separations are planned or unexpected, the
role of the Key Vol unteer Network becomes a major factor in the
life of the unit. It is strongly recommended that the entire Key
Vol unt eer Network, in conjunction with the Fam |y Readi ness
Support Program personnel, devel op specific action plans rather
than waiting for these events to occur and then responding as if
in crisis. Keepi ng the Key Vol unteer Network in place all the
time provides the framework to be proactive rather than reactive
in the face of changing conditions.

B. DEPLOYMENT

Unit deployments are a fact of life for the Marine Corps.
The history of the Key Volunteer Network is grounded in the
tradition of "Marines take care of their own." Wen Mrines
depl oyed, families remining behind have been supported by
vol unt eers who hel ped others cope with the stress of being al one
and responsible for all famly matters. Wth the establishment
of the Key Volunteer Network within the Fanily Readi ness Support
Program the tradition of unit famly support was institution-
alized.

The Network’s tenpo of activity certainly changes when a unit
depl oys. Units prepare for deploynment by maki ng opportunities
avail abl e for Marines to handl e personal and family natters prior
to departure. Key Volunteers nmay be asked to support famly
days, pre-depl oynent briefings or other unit events prior to a
depl oyment. Any contact with unit famlies can be an opportunity
to help prepare them for separation

When a unit depl oys, the conposition of the unit changes with
the addition of attachnents. The attachnents beconme part of the
deploying unit, and their fanilies are incorporated into the host
unit Network. The host unit Coordinator maintains contact with
t he Key Vol unteer Coordinators of the attachments.

Most units deploying on a regular rotation arrange for Key
Volunteers to work with a designated representative (often the
FRO) to assist with fam |y problens requiring command attention
Contact with this Marine may be directed through the Key
Vol unt eer Coordi nat or.
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C FAM LY SEPARATI ON

Sone peopl e who face separation go through sone or all of the
adj ust ment stages described bel ow. Awareness of these stages
of ten hel ps people to better understand and cope with their own
enotions. The four famliar stages are:

1. Protest against a spouse’s departure usually cones a week
or two before he or she is due to | eave. Spouses tal k of
feeling tense, selfish, unbelieving that the other wll
actually leave, and guilty about not wanting their
spouses to go. There is also frustration with the
i ncreased hours the Marine spends getting the unit ready
to depl oy, the awareness of how many household and famly
busi ness chores nust be handl ed before departure and the
physi cal and nental exhaustion that both husband and wife
experience. Children often react to this stressful
peri od by either m sbehaving or becom ng withdrawn.

2. Despair or depression is the enotional period which may
cone even before the spouse departs. Depression is often
defined as anger turned inward. Unacknow edged anger
about the situation can trigger depression and even
physi cal problens. Thoughts like, "I hate the Marine
Corps" and "How will | ever live through these next
nmont hs al one?" are conmon, but often denied. Sone people
tend to withdraw fromthe world to grieve. Feelings of
di sorgani zati on and sadness are conmon

3. Detachnent is the I evel on which people live for npst of
the separation. It is a state of relative cal mand
confidence in handling day-to-day living. |If a major
crisis or event occurs, however, they may tend to revert
to the states of despair and protest. Having a baby, for
i nstance, can trigger these feelings.

4. Adjustnent to the return can be difficult. Many spouses
experience an al nost incredible enotional and physica
frenzy, getting every inch of the house and thensel ves
ready for the return of the spouse. The Marine arrives
fromthe final days away exhausted and excited to be
hone. The first days of unw nding can bring | ong
conversations which are attenpts to catch up and talk
about how the responsibilities of the household will be
shared. Finally, the returning Marine spends |ots of
ti me sl eeping which can be frustrating for the spouse.
This can often be the nost difficult stage in the cycle,
as families reunite, work out accumul ated concerns and
tensions, and re-establish the rules for living together

D. CRI TI CAL | NCI DENTS
Accidents and crisis events can happen any tine Marines
train, whether deployed or in non-deploying units. Wrd of a

m shap will spread quickly anong the fanilies, even if the event
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occurs far fromthe area where they live. Television coverage
often brings even nore information, uncensored and confusing.
Families will worry that their loved one is in danger, injured or
at risk until they hear specifically to the contrary.

The devel opnent of an anticipatory support plan and a
definition of a Key Volunteer's individual role during a critica
event shoul d be discussed with the Key Vol unteer Coordi nator
Key Vol unteers nmust know how they will be inforned of a crisis,
how often information will be updated, where to refer questions,
how to handl e runors, and what to do with people in crisis. That
role must be clarified before any event occurs.

A rapid response by the Key Vol unteer Network can help
famlies cope with a stressful event and prevent sone of the
confusi on and pani c caused by m sinformation

E. MOBI LI ZATI ON

The @ulf Crisis in 1990-91 tested Marine Corps systens for
i ncorporating reserves into active duty units during a
nmobi | i zation of forces. VWhile reserve units will be supported by
their own Key Vol unteers, nmenbers of the Individual Ready
Reserves (IRR s) may be attached to any unit. Their famlies
shoul d be added to the roster when that occurs. Usually those

famlies will live away fromthe installation and have their own
personal sources of support. However, like all the fanmilies in
the unit, they will ook to Key Volunteers for information and

enoti onal connection as they cope with their unique set of
probl ems and concerns.

Section VIIl1 of this guide pertains to the operation of the
Key Vol unteer Network within reserve units.
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SECTI ON VI
LEGAL AND OTHER MATTERS

A.  CONFI DENTI ALI TY

It is a Key Volunteer’s duty and obligation to keep each cal
and the personal matters di scussed during such calls in strictest
confidence, within limts set by applicable I aws and regul ation
A Key Volunteer’s first responsibility rmust be to provide any
caller the freedomto discuss matters in a private and safe
envi ronnent

1. Keepi ng confidentiality neans:

* Not disclosing the name or personal information about
a caller or call unless authorized by the caller or
required by |aw or regul ation

* Passing along general information ONLY with the
perm ssion of the caller

* Carefully protecting any witten notes pertaining to
Key Vol unteer calls and keeping themin a secure
pl ace.

* Inform ng the caller when she/he is beginning to
di scuss issues that require disclosure, such as
threats to self, others or property.

* Resisting the tenptation to share irrel evant or
i nappropriate information regardi ng other nenbers of
the unit, either with callers or nenbers of your own
househol d.

* Protecting a caller’s privacy when referring to
anot her resource. Wen a Key Vol unteer checks a
resource’s availability, the identity of the potential
client is not disclosed.

* Understanding clearly the COS policy on what persona
fam |y nmenber information will be disclosed to the CO

2. Though care nust be taken when di scussing personal or
enbarrassing i nformati on about a case or request for
i nformation, the CO nust be told anything which may affect
unit readiness. This includes but is not limted to:

* Circunstances potentially enbarrassing to the unit.

* Expectation of nedia coverage regarding a fanily
i ssue.
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* A serious crine.

* Any case about which the Key Vol unteer Coordi nator
bel i eves the CO shoul d be aware.

Confidentiality is critical to the integrity of the Key
Vol unteer Network. All contact between nenbers of the Key
Vol unteer Network and a Marine or a fam |y nenber will be given
special handling to nake sure that only persons with "a need to
know' learn of any sensitive information. A breach of confiden-
tiality is cause for dism ssal as a Key Vol unteer per MO
1754.2A. This nust be nmade clear to famly nenbers. The CO of
each unit will discuss with the Key Vol unteer Coordi nator the
types of information he/she wishes to know. [If a Key Vol unteer
beconmes aware of the situations noted above, she/he nust report
it to the appropriate agency, or the FSC, and to the CO through
the Key Volunteer Coordinator. |If the unit is deployed, the CO
shoul d designate the appropriate individual to whomreports
shoul d be made.

B. FUND- RAI SI NG GUI DANCE

The Marine Corps Key Volunteer Network is an official
organi zation of the Marine Corps. Network volunteers may not
solicit gifts or contributions for Marine Corps organi zati ons or
personnel without the secretary of the Navy' s authorization
They can accept unsolicited gifts from busi nesses and persons who
i ndependently approach the Key Volunteers with offers of assis-
tance. G fts which mght create an appearance of inpropriety
shoul d not be accepted.

C. UNT SUPPORT

Based on gui dance contained in MCO 1754. 2A the CO shoul d
provi de program essential support at government expense, to
i ncl ude:

* O fice space, neeting space/facilities, and if necessary,
st orage space

* O fice supplies and access to equi prment, to include
necessary conputer hardware and supporting dat abase

managenment and word processi ng/ desktop publi shing
sof t war e.

* Tel ephone services (including answering nachi ne).

* Aut hori zed transportation for official Key Vol unteer
Net wor k functi ons.

* Use of official mail, for official purposes, provided the
mailings carry the return address of the command.
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D. REI MBURSEMENT OF EXPENSES
Rei nbursement for incidental expenses can be nade, if funds
are avail able. Approval for reinbursenent should be sought prior
to expendi ng personal funds. Reinbursenent is never guaranteed.
If in doubt, ask the FRO. Rei nbursabl e expenses are limted to:
* Child care.

* M | eage for privately-owned vehicles when used on
of ficial business.

* Parking and tolls related to official business.

* Tel ephone toll calls related to official business.

* Invitational travel orders.

Installati on Cormanders nay approve non-appropriated fund

support for qualified Network activities per paragraph 10608. 3 of
MCO 1700. 27.
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SECTI ON VI |

MANAG NG STRESS AND AVO DI NG BURNOUT

A.  STRESS

Everyone is subject to stress. Those in the hel ping
pr of essi ons, however, seemto be nore susceptible than others.
This is because those who get involved tend to do so because they
are caring, giving individuals. Sonmetinmes they give so much to
those for whomthey care, they have little left to give to their
famlies or thensel ves.

An effective Key Volunteer tries to manage stress.
I ndi vi dual s who get overloaded tend to continue the activities,
but may become nechani cal and even resentful

Reachi ng the point of over-extension doesn’t happen over
night. 1If any of the follow ng synptons appear, it is time to
t hi nk about the situation and decide how to best deal with it:

1. Anger and resentment without cause.

2. Discouragenent and indifference.

3. Pessimismand overall negativity.

4. Chronic fatigue.

5. Inability to organize and concentrate, sometines even on
routine matters.

6. Procrastinating.
7. Sleep disturbances, too nuch or too little sleep

8. Increased marital, social, famly conflict, nmore fights,
| ess conpani onshi p and under st andi ng support.

9. Increased use of alcohol and nedication

10. Changes in eating habits.

These synptons may slowly develop so that it seenms nornmal to
feel that way. Refer to the list for a nood check every few
months. Also, ask a friend, colleague, or famly menber to watch
for these synptons.

Be on the | ookout for these synptons among col | eagues and the
unit famlies. Becone fanmiliar with these stress reactions and

hel p others beconme aware of them
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B. PREVENTI ON OF BURNOUT OR EXHAUSTI ON

There are things that can be done to prevent burnout and to
i mprove a person’s general outlook. They include:

1. Do keep track of feelings and health. Get feedback from
others, if needed, but do regular check-ups both nentally and
physical |l y.

2. Do set boundaries. Be conscientious about tine

restraints and just how much can be done. Take routine

breaks and vacations. Reserve tinme for yourself and your own
famly.

3. Do learn to give yourself perm ssion not to be avail able

i f exhaustion sets in on some days. There are tinmes when
l[imts should be set on taking calls. Sone Volunteers find
it useful to have tinme limts on calls, for exanple: from
7:00 - 9:00 in the evenings. The Key Vol unteer should al so
let her/his famly menbers know that there are times when the
vol unt eer needs some personal time for "battery recharging.”

4. Do not be too hard on yourself. Everyone nakes ni stakes.
Learn fromthem and keep goi ng and grow ng.

5. Do have a support system Be involved with others who
understand: other Key Volunteers, nilitary spouses,
chaplains, etc. Wether formally or informally, it always
hel ps to share with someone who has done the job before or
under st ands.

6. Do engage in stress reduction techniques. Wether it’'s
physi cal exercise or nental relaxation techniques, find
somet hing that works to relieve stress.

7. Do re-evaluate. |If a Key Volunteer is not happy or feels
continually over-stressed, sonething needs to be done.
Perhaps it is tine to handl e the requirenents of being a Key
Vol unteer differently. Perhaps it is tine to take a break
from bei ng a Key Vol unt eer.

The Key Volunteer is an integral part of the Fanmily Readi ness
Support Programin the Marine Corps. The rewards for serving in
this role go beyond the know edge that you are hel pi ng others,
for it is in the process of hel ping others that we becone nore
capabl e oursel ves.

In your position as Key Vol unteer you will increase your
organi zational skills, conmmunication skills, learn tine
managenment and stress reduction techni ques, become nore self-
assured and sel f-confident, and gain inval uable experience in
dealing with people. These skills are necessary for you as an
ef fective Key Volunteer, and will benefit you long after your
appoi ntnent as a Key Vol unteer has ended.
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SECTION VI ']
RESERVE | SSUES

A.  THE RESERVE KEY VOLUNTEER NETWORK

The experience of Operations Desert Shield/ Desert Storm as
wel | as Operation Restore Hope illustrated the need for
mai nt ai ni ng a continuing reserve Key Vol unteer Network. In the
m dst of enotional and physical upheaval during a nobilization
the responsibility of organizing a vital Key Volunteer Network is
extraordinarily difficult. Therefore, to ensure services are
avail able prior to nobilization, a Key Vol unteer Network nust be
established as a nornmal part of each reserve unit.

Commandi ng Officers (COs) can support the Key Vol unteer
Net wor k and Fani |y Readi ness Support Program by using the
existing directives as well as incorporating fam |y readi ness
into drill weekends and the training schedule. For exanple,
spouses can be invited to this training, perhaps in conjunction
with a Fanmily Day. During this tine, issues such as
nmobi | i zation, finances, benefits, individual responsibilities,
LES's, etc. can be discussed. It is important that reserve
fam |ies understand that finances can abruptly and drastically
change, but they are eligible for certain benefits.

B. SUGGESTI ONS FOR MAI NTAI NI NG A RESERVE KEY VOLUNTEER NETWORK
1. Make certain that each reserve famly has:

* An updated roster of the Key Vol unteer Coordinator and
Key Vol unt eers.

* Toll-free tel ephone nunbers of the Regional FSCs
| ocated at MCB Canp Pendl eton and MCCDC Quanti co.

* Afile containing inportant fam |y documents and
information (marriage certificate, wills, powers of
attorney, birth certificates, insurance policies,
etc.).

* A copy of "What's Next?" - A Guide to Family
Readi ness. "

2. The CO shoul d:

* Sel ect and appoint a Key Vol unteer Coordi nator and Key
Vol unt eer s.

* Maintain a Key Vol unteer Network continuously in
peacetine as well as during nobilization.
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* Provide for Network continuity with a witten turnover
report from each outgoi ng Key Vol unteer Coordi nator

* Provide neans for unit newsletters so that Key
Vol unteers can comrunicate with famlies of Marine
reservists during the normal work year

* Ensure that the Key Vol unteers have current rosters of
nanes, addresses and honme phone nunbers.

C TRAI NI NG RESERVE KEY VOLUNTEER COCRDI NATORS AND KEY
VOLUNTEERS

It is extrenely inportant that reserve Key Vol unteer
Coordi nators and Key Vol unteers receive the sane professiona
training as their counterparts in the active duty forces. Wile
this may be difficult, considering the geographical dispersion of
reserve units, it is essential

Reserve Key Vol unteer Coordinators and Key Vol unteers who
resi de near a major base or station may use the Key Vol unteer
training programalready in place for active duty vol unteers.

Al'l Key Vol unteer Coordi nators should receive a copy of the Key
Vol unt eer Network Training Guide. Fornmer Key Vol unteer

Coordi nators and Key Vol unteers may serve as nmentors for those
who are actively involved. Sometines at small and i sol at ed
installations, and at many Reserve Home Trai ning Centers, the Key
Vol unt eer Coordinator may find it necessary to seek rel ated
training in her/his conmunity, e.g., Red Cross, Navy-Marine Corps
Rel i ef Society, comunity colleges, (for continuing education
courses such as stress nanagenent, tinme managenent, communi cation
skills, etc.).
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Appendi x A

ACTION PLAN

PLANNED ACTIVITES

PLANNED
START DATE

PLANNED
END DATE

DETAILED TASKS

STATUS




Appendi x B

KEY VOLUNTEER NETWORK CONTACTS

TELEPHONE
CONTACTS NUMBERS

DAYS/HOURS
AVAILABLE

COMMENTS/NOTES

B-1



Appendi x C

UNIT FAMILY CONTACT SHEET

Male Head of Househoid Female Head of Household SPEED REFERENCE
Name: Family Name:
Military Status o S Primary Phone
Rank Recurring Issue(s):
Home Phone
Work Phone
NAME & PHONE OF SCHOOL
CHILDREN IN HOUSEHOLD GENDER AGE AND/OR DAY CARE FACILITY SPECIAL NEEDS
OTHER HOUSEHOLD MEMBERS GENDER AGE RELATIONSHIP YO HOUSEHOLD SPECIAL NEEDS
Other Family Households Authorized To Care for Children General Notes/Comments
NAME:
ADDRESS;
L HOME PHONE: — WORK PHONE:




Appendi x D

KEY VOLUNTEER CONTACT LOG

DATE

CALLER NAME/
TELEPHONE

SPONSOR
NAME

ISSUE OR
PROBLEM

ACTION TAKEN

FOLLOW-UP
ACTION REQUIRED

D1



Appendi x E

SERVICE PROVIDERS SUMMARY PROFILE

NAME OF SERVICE PHONE
PROVIDER POINT OF CONTACT #

AVAILABLE
SERVICES

COMMENTS

E-1

300- 748/ 80189

*U. S. GOVERNMENT PRI NTI NG OFFI CE: 1994 -
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